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Chief Executive’s Speech 
Hospital Authority Convention 2015 – 18-19 May 2015 

 
Engagement and Empowerment: 

The Twin Engines Powering Future Healthcare in Hong Kong 
 
 
Minister Ma (Vice Minister of the National Health and Family Planning 
Commission, Mr Ma Xiao-wei), Professor Chan (Acting Secretary for Food and 
Health, Professor Sophia Chan), Professor Leong (Chairman of the Hospital 
Authority, Professor John C Y Leong), distinguished guests, colleagues, ladies 
and gentlemen – good morning. 
 
I am delighted to welcome you to the 2015 Hospital Authority Convention. 
 
Since its establishment a quarter of a century ago, the Hospital Authority has 
grown to become one of the world’s leading providers of public healthcare. Our 
dedicated team of 70,000 staff serves around 90% of Hong Kong’s inpatient 
healthcare needs using the very modest sum of 2.5% of the city’s GDP.  To 
provide some context, in 2014-15, there were over 1.6 million inpatient and day 
inpatient discharges and deaths. We handled 2.2 million accident and emergency 
attendances and 9.6 million specialist outpatient and allied health attendances, 
and continued to provide a wide variety of other healthcare services. 
 
I join HA Chairman Professor Leong in expressing my sincere thanks to the 
Hong Kong SAR Government for their strong financial and policy support over 
the years. Managing a modern city that has a comprehensive public sector 
infrastructure involves many difficult fiscal decisions.  The overall operating 
expenditure of HA is projected to reach HK$54 billion for 2015-16.  
 
There can be no denying that the challenges of providing quality medical care 
grow more complex every year. Hong Kong’s ageing population, the rising 
incidence of chronic illnesses and the ongoing threat of emerging infections are 
placing greater demands on our services in an environment of escalating costs 
and manpower shortages.   
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As mentioned by Professor Leong just now, in the past year alone, HA has 
tackled such daunting tasks as managing the serious health risks posed by Ebola 
Virus Disease, Middle East Respiratory Syndrome and Avian Flu.  We have also 
come under significant pressure due to a dramatic surge in service demand 
during the winter influenza season. That we have successfully dealt with such 
challenges reflects well on us all, and I offer my colleagues my heartfelt thanks 
for their professionalism and tireless commitment to helping those in need of 
care. 
 
Our efforts to strengthen our future capabilities include staff development and 
focusing on human resources needs, the increased use of technology, and 
upgrades to our equipment, infrastructure and facilities. We are also moving 
forward with a number of capital works projects and other improvement 
programmes. 
 
However, the strategic deployment of resources and streamlining of processes 
can only take us so far. On their own, they are not enough to sustain our delivery 
of quality public healthcare over the long term. 
 
As a large public organisation that receives the majority of its funding from the 
Government, it is essential that we work in a highly responsive, transparent and 
accountable manner.  
 
Traditional vertical models that emphasise top-heavy, prescriptive management 
can no longer bear the weight of modern healthcare pressures and demands, and 
we must actively rethink how we run our service. We must transition towards 
more horizontal structures that capitalise on the benefits provided by 
cooperation, partnership and inclusivity.  
 
Making public healthcare a more participatory process is no longer an optional 
extra or PR exercise. It is essential if we are to deliver on our mission to enhance 
Hong Kong’s future healthcare. 
 
Taking a stake in good health 
 
The concepts of ‘engagement’ and ‘empowerment’ have received considerable 
attention in recent years, as more organisations acknowledge that connections 
with stakeholders are not one-way linear relationships, but two-way interactions 
that form a complex web of influences. All our stakeholders – from Government 
officials, our Board members, the Hospital Governing Committees, and other 
healthcare organisations, to patients, community members and staff – have the 
potential to affect and be affected by our actions. 
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We must focus on effective management of our relationships with all our 
stakeholders. The crucial question is how can we ensure that these interactions 
support the sustainability of our services?   
 
First, we must be clear about differentiating between ‘engagement’ and 
‘empowerment’ and why they are both vital to our long-term success. 
 
Our decisions and actions do not and should not take place in a social vacuum. 
Effective engagement through a variety of channels allows us to better 
understand the needs, priorities and concerns of our diverse range of 
stakeholders, with the aim of upholding service excellence while enhancing 
outcomes for everyone affected by our operations. We must be proactive rather 
than reactive as we adapt to the changing environment and achieve good risk 
management by identifying potential issues at an early stage. 
 
We must use open dialogue to build a common vision of HA’s goals and 
highlight the mutually beneficial role that stakeholders can play in shaping and 
achieving our objectives. In demonstrating a willingness to address the concerns 
of our partners and constituents and give them a voice in the decision-making 
process, we hope to build trust, improve the appropriateness of care and provide 
strong incentive to support our work.  
 
But vision is of little consequence without action, and, in this, we are only as 
strong as our weakest link. Empowering stakeholders means providing them 
with the tools and opportunities to help drive HA towards the vision we have 
collectively established. For staff, this may include skills training, greater 
involvement in planning exercises and regular consultation meetings. For 
patients, empowerment goes beyond public education initiatives, and must also 
include active efforts to achieve attitude and perception changes that will 
support enhanced self-care and disease management. 
 
It is important to note that stakeholder engagement and empowerment are not 
end goals, but ongoing processes that require monitoring, adjustment and a 
commitment to continuous improvement. We must therefore find ways to embed 
these concepts into the heart of our operations rather than treat them as ‘bolted-
on’ extras.  
 
Learning from those we serve 
 
There is a compelling body of research that demonstrates the advantages of a 
patient-centred approach to medical services, i.e. one in which patients are able 
to make independent and informed choices about the care and treatment they 
receive and that builds strong bonds of trust.  
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In seeking to capitalise on the benefits of patient-centred care while addressing 
growing public expectations and demands, we are transitioning towards systems 
that focus on tailored, targeted medical services that meet the needs of 
individual patients and make better use of limited healthcare resources.  
 
Our efforts to engage more effectively with patients cannot therefore focus 
solely on enhancing service delivery, but must also empower individuals and 
community groups to take a larger role in managing health. We must provide the 
knowledge and information that will enable people to actively participate in the 
healthcare process in ways that help us enhance overall well-being in our city. 
 
We have engaged 180 Patient Groups in the community through our 39 Patient 
Resources Centres in different hospitals to cover over 20 different diseases and 
more than 20,000 patients and their carers.  These groups establish mutual-help 
networks and peer-group support for individuals dealing with similar illnesses 
and health conditions.   
 
We are also reaching out as educators through initiatives such as Health 
InfoWorld. Our Smart Patient website is one-stop online source of patient and 
disease-related information designed to facilitate greater patient empowerment.  
 
At the same time, improving access to healthcare information is increasing 
under public scrutiny and expectations over thorny issues such as patient waiting 
times and management of emergencies and incidents. We continue to take steps 
to improve our accountability and transparency.  
 
Establishing trust also requires us to treat negative feedback seriously. Our 
system for handling complaints, feedback and suggestions gives objective and 
serious consideration to all comments and grievances lodged by patients and 
members of the public.  Our Patient Experience and Satisfaction Survey 
provides valuable primary data on the experience of patients during their 
hospital stay. 
 
Our enthusiasm to teach must be balanced with a willingness to learn. In 
addition to guidance and input from our Board members, we actively engage the 
members of our 32 Hospital Governing Committees and organise regular 
community meetings and focus groups at which we invite patients and members 
of the community to share their views on issues such as the development of 
HA’s Strategic Plans and Annual Plans.  Our Patient Advisory Committee has 
been in place since 2011, with patient members appointed in a personal capacity 
to advise on strategic issues and service developments. 
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Our seven clusters are also all engaged in various programmes to strengthen 
local community ties based on the specific needs of their constituents.  These 
include health promotion programmes, fundraising activities, volunteer services, 
patient forums, community partnership initiatives and many more. 
 
We are eager to explore the further application of technology to engage more 
effectively with our patients. Many initiatives are under consideration or already 
underway, including the implementation of queue management systems in 
specialist outpatient clinics and allowing colleagues to access their own health 
records through the electronic staff records system.  We currently have around 
more than 20 mobile applications in operation or under development for clinical, 
staff and public use.  For example, we now have mobile and tablet apps for 
clinical cameras and patient assessments to facilitate community-based nursing 
services.  We have been promoting the wider use of our ‘TouchMed’ 
smartphone app to free our patients from extended pharmacy waits. 
 
Supporting our greatest ambassadors  
 
Our members of staff are the fuel that powers our operations and the public face 
of our organisation. The passion and professionalism they demonstrate in 
delivering the services we provide are central to the strength of our relationships 
with patients and their families. These qualities are the basis of the reputation 
we enjoy with external stakeholders both locally and overseas. 
 
With the support of the government and the HA Board, we will further empower 
our colleagues.  They are at the sharp end of many of our greatest challenges. 
Their position on the frontlines means they are best placed to inform us where 
we are falling down or failing to deliver on our objectives, as well as how we 
can make changes to improve the provision of quality healthcare and replicate 
areas of success. 
 
The organisational changes that may be necessary to meet future healthcare 
needs will require our people to take greater ownership of their various roles in 
helping to transform existing structures and operations. Participating in the 
processes of hospital accreditation and the rolling out of the Filmless HA Project 
and the inpatient medication order entry system are just a few examples of how 
we are working towards these goals.  Achieving our objectives not only requires 
the establishment of a common quality framework that aligns the practices of 
staff and improves collaboration across departments and disciplines – it must 
also promote a greater sense of belonging and encourage our people to take 
pride in their work and their hospitals. 
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In order to retain talent, deliver high-quality services and consistent 
organisational messages, and inspire trust among patients and their families, we 
must invest in our 70,000 HA ambassadors with training and career 
development opportunities, take steps to reduce workplace pressures and 
demonstrate our commitment to learning from their experience and addressing 
their concerns. 
 
Relevant and regular training and procedural clarity strengthen the confidence 
and capabilities of staff in carrying out their duties.  Since 2009, the Crew 
Resource Management Training Programme has provided 6,000 participants 
with role-specific, team-based training to support patient safety and high 
performance in service delivery. The Programme also focuses on interpersonal 
skills training, such as communication, leadership and decision-making 
techniques to promote a ‘speak-up’ culture in clinical teams and empower staff 
as ‘leaders’ with appropriate discretion in carrying out their responsibilities.  
 
We must put more emphasis on the benefits of team-based, multi-disciplinary 
training. The synergies of an empowered group of professionals who cooperate 
as part of a team that has common standards, values and goals will ensure that 
the whole is greater than the sum of its many impressive parts. Technology can 
play an important role in facilitating such organisational change and we must 
step up efforts to accelerate its integration into the transformational process.  
 
Tools such as simulation training can help bridge the gap that sometimes exists 
between classroom theory and frontline practice.  And we should not neglect the 
value of helping staff enhance their soft skills as part of the empowerment 
process. 
 
We must work to erase traditional notions of ‘us’ and ‘them’ – between 
management and staff and among departments, divisions and clusters – by 
breaking down silo-based thinking, improving channels of communication and 
actively encouraging input and feedback from employees at all levels. 
 
A policy based on open communication  
 
HA is committed to maintaining an open dialogue with different stakeholders.  
 
Apart from soliciting views from staff, patients and their carers through the 
various channels that I mentioned earlier, working at a community level to 
successfully engage with district councillors; professional organisations; and 
NGOs and media partners can help us win powerful advocates in our efforts to 
explain our motivations and objectives to local communities with a compelling 
voice. 
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Building bridges to greater good health 
 
We must take more steps to develop collaborative ties with different parties to 
explore different models of service delivery to strengthen operational processes, 
and reinforce the adaptability and resilience of our healthcare system in the face 
of social change and other challenges. 
 
Since 2008, we have worked with appropriate private-sector and NGO partners 
under our Public Private Partnership programmes to offer patients greater choice 
and reduced waiting times in areas of high demand.  In addition, we have also 
collaborated with universities and NGOs on promoting the application and 
development of evidence-based Chinese medicine, and piloted programmes that 
integrate the use Chinese and Western medicine in some of our hospitals.  We 
are using the experience gained through these programmes as a springboard for 
similar partnerships. 
 
A collaborative approach to long-term healthcare  
 
To reiterate a point I made earlier, in striving to provide high-quality total 
patient care in a modern healthcare environment we are only as strong as our 
weakest link.  
 
Our success depends on the support of all our stakeholders – not as isolated 
decision-makers or passive recipients of administrative or treatment 
pronouncements – but as active agents of positive change empowered with the 
skills and attitudes, as well as the information to make a contribution to 
improved health in Hong Kong as part of an inclusive team. 
 
We build collaborative partnerships by using engagement and empowerment.  
Through engagement, we build trust and respect.  Through empowerment, we 
build knowledge and teamwork.   
 
Are we ready? 
 
We must also acknowledge that we should start planning now for change that 
may only occur five, 10, 20 or even 50 years in the future. Technology will 
continue to evolve and we must keep pace by continuing to integrate its use 
more deeply into our infrastructure.  
 
But while IT will be a key driving force, its use must always serve the best 
interests of our patients, staff and other stakeholders. People and relationships 
remain at the heart of our ‘business’. To this end, we must objectively examine 
whether our staff are ready and equipped to handle the revolution in 
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management structures that may lie ahead, and to build relationships on a more 
equal and interactive footing.  
 
We are facing considerable challenges, but we should draw strength from the 
encouraging progress we have already made. We have and will continue to build 
trust and support with our close partners. 
 
I recently watched a film in which the central character demonstrated an 
outstanding commitment to her work, and to serving, nurturing and caring for 
her pupils. I feel blessed to have many committed staff.  We are very fortunate 
to have a team of professionals who are passionate about helping people, care 
about their community and are driven to achieve ever-higher standards. HA is 
one family embracing our Vision, Mission and Values – as symbolised by the 
HA VMV Bears here – and we will continue to offer care and support to each 
other.  I am proud to be part of this family and I continue to be impressed and 
inspired by the dedication and care demonstrated by every member of our team.  
 
On behalf of the HA Board, I wish to offer all our staff my heartfelt thanks for 
their passion and professionalism. We encourage all our colleagues to continue 
to speak up, share their experience and ideas, and demonstrate ownership in 
their jobs – each of which makes a vital contribution to the quality of our 
services and the experience of our patients.  With our hearts, our hands and our 
hope, together, we can create better healthcare in Hong Kong. 
 
With the unwavering commitment of our people as our fuel and the powerful 
engines of stakeholder engagement and empowerment, I am confident that we 
will power forward to further reinforce our foundation for achieving healthcare 
excellence and scale new heights in our continuing mission to provide 
affordable high-quality medical services to the people of Hong Kong. 
 
Thank you. 
 


